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LAW OFFICES

Nelson Mullins Riley & Scarborough, L.L.P

A REGISTERED LIMITED LIABILITY PARTNERSHIP Z
James H. Jeffries IV BANK OF AMERICA CORPORATE CENTER ' I :
(704) 417-3103 SUITE 2400 }” - lAtl:lntal,s(;eﬂo:'%xa i
' ’ 1anesion; south Garolina |
internet Address: JJ5@nmrs.com 100 NORTH TRYON STREET P HEdtuinbias South Carolina |
CHARLOTTE, NORTH CAROL'NA 28202‘4000 ) Greenvi"e’ South Carolina
TELEPHONE (704) 417-3000 Myrtie Beach, South Carolina
FACSIMILE (704) 377-4814 ~ Raleigh, North Carolina
www.nmrs.com Winston-Salem, North Carolina

August 27, 2003

The Honorable Sara Kyle
Chairman

Tennessee Regulatory Authority
460 James Robertson Parkway
Nashville, Tennessee 37243-0505

Re:  Application of Nashville Gas Company, a Division of Piedmont Natural Gas
Company, Inc. for an Adjustment of its Rates and Charges, the Approval of
Revised Tariffs and the Approval of Revised Service Regulations e
Docket No. 03-00313

Dear Chairman Kyle:

Enclosed is the Company’s response to the Second Discovery Request of the Consumer
Advocate and Protection Division dated August 22, 2003.

Copies of these responses are being served upon the Consumer Advocate Division
(pursuant to agreement with the CAD) and copies are also being served on all other parties of
record. :

If you have any questions regarding these responses, you may reach me at the number
shown above.

Sincerely,

oree H Jefto 17
ames H. Jeffrieg IV "% m

JHJ/srl
Enclosures

c: All Parties of Record
‘Mr. R. Dale Grimes
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JD.POW

AND ASSOCIATES

A MARKETING INFORMATION FIRM
Los Angeles o New York © Detrojp o Dallas ¢ Toronto Tokyo * Singapore  Londor

April 8, 2002

David Trusty

Vice President
Piedmont Natural Gas
1915 Rexford Avenue
P.O. Box 33068
Charlotte, NC 28233

Dear Mr. Trusty:

| am pleased to announce that J.D. Power and Associates’ (JDPA) Energy Practice will premiere its
Residential Gas Customer Satisfaction Stt,/gdy in October of 2002. This addition to our landmark electric
utility studies will be the first to bring the following benefits to the gas utility industry:

> National media attention to regional and national rankings of gas utilities by customer satisfaction levels

> Proven JDPA expertise in developing factor models to establish comparable index scores by utility
companies

> Combination and gas-only utility comparisons

> Database of price/value, customer service, billing/payment, safety and reliability and company image
questions that probe deep into each topic and how they impact satisfaction and company market
position - :
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demographics for each utility we survey
> Onsite management presentations of the data, data analysis, market advisory and oversampling on
topics important to your company

To remain completely impartial to the data collection and scoring, JDPA will finance the study itself and
provide the ability of each company in the study to subscribe to the database. Your company will be able to
sort by the over 100 questions we survey in 20 minute telephone surveys. You will be able to compare
yourself to your region, the nation or specific peers you identify by name. Our electric clients have found
this data invaluable for benchmarking and analyzing their operations and marketing efforts.

Since your company will be part of our dataset, we will have a substantial number of responses for your
company to analyze. Please review the study prospectus | am enclosing with this correspondence. If you
believe this study could prove invaluable for your management, simply fill out the enclosed study order form
and fax it back to the number on the form. | have established a special early subscriber rate jf you purchase
by April 26, 2002. In the meantime, please feel free to contact me at (949) 636-5953 anytime to discuss
this study in more detail, I ook forward to working with you.

Best regards,

Chris Ober

—

Christopher .. Oberle, Senior Director
(949) 636-5953
Chris.Oberle(@jdpa.com




JD.POWER

AND ASSOCIATES

A MARKETING INFORMATION FiRM

Los Angeles » New York # Detroit o Dailas » Toronio » Tokys * Singapore » London

Fax Transmission

i Date: From:
b): Jim Gaz, Director of Research Title:
‘| Company: J.D. Power and Associates Phone:
Phone: 805-480-3149 Fax: !
Fax: 805-480-3241 Address:
E-mail: jim.gaz@jdpa.com City, State,
. Zip:
Re: 2002 Syndicated Utility Studies ] E-mail: ‘\\!

2002 Syndicated Study Order Form

| : (print name), as a representative of

offer from J.D. Power and Associates.

(company name) agree to subscribe to the following study
Please call Chris Oberle with questions at 949-636-5953.

Study Price if Ordered by April 26, 2002

2002 Natural Gas Utility Residential Customer Satisfaction Study

Early Subscriber Discount
Total Cost

$35,000

($5,000)

$30,000

If you would like us to reference a Purchase Order Number on your invoice please provide that number

here:
release. If you would like us to adjust the timing

- Invoices will be distributed for each study during the month of their

of your invoice please call Jim Gaz.

(signature)

The information contained jn this facsimile message is privileged and confidential information intended only for the use of the intended recipient
named above. If you are not the intended recipient, you are hereby notified that any copying of this communication or dissemination or distribution of it
to anyone other than the intended recipient is strictly prohibited. If you have received this communication in error, please immediately notify us by -

telephone and return the original message to us at the above address via the U.S. Postal Service.

30401 Agoura Road » Agoura Hills, California 91301

et
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Residential Gas Questionnaire Summary

~_|Q1 Natural gas service to your home? Yes or No

No = Non Gas Users Questions

Q1a How do you mainly heat your home?

Q1b Rate heating fuel provider

Q1c Preferred way to heat your home

Q1d Prefer natural gas as energy source

Qte Major appliances - gas energy source

Q11 Local natural gas utility

Q1g Likelihood to switch to natural gas

Q1h How cost efficient are gas appliances

Yes = Gas Users Questions

Brand Awarenss and Identification

Q2 Name of Natural Gas Company - unaided

Q2a Named Parent/LCD Brand Name - aided

Usage Information

Q3aa Fuel source used for Water Heater

Q3ab Fuel source used for Clothes Dryer

Q3ac Fuel source used for Stove Top

Q3ad Fuel source used for Oven

Q3ae Fuel source used for Heating Unit

Q3af Fuel source used for Fireplace

Q3ag Fuel source used for Outdoor Gril/BBQ

Q3b Appliances preferred gas as fuel source (MK)

Q4 Familiar w/ rebate programs from utility

Billing & Payment

} Q5 Payment plan

Q8 How do you pay your gas bili

Q7 Payment method most attractive to you

Q8 Ease of finding exact amount to pay

Q9 Accuracy of bill

Q10 Ease of understanding your bill

Q11 Length of time to pay w/o penalty

Q12 Usefulness of options to pay your bill

Q13 Overall billing/payment process

Q14 How do you handle inserts with biil

Q15 Rate usefulness of inserts

Q16 How often does utility read your meter

Q17 Services included in bill

Price & Value

Q18 Avg. mo. natural gas - Nov.-Apr.

Q19 Avg. mio. natural gas - May-Oct.

Average monthly gas cost (calculated)

Q20 Availability of pricing options

Q21 Total monthly cost of gas service

Q22 Faimess of pricing

Q23 Ability to help reduce mo. bill

Q24 Overall value for amount paid

Field Service

Q25 Observed field service workers

Q26 Task being performed

Q27 Quality of work performed

Q28 Appearance

Page 1
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Sheet1

Q29 Attention to safety
Q30 Overall field service workers
Customer Service
Q31 Number of calls to gas co.
Q32 # of calls completely handled by ATRS
Q33 ATRS only - reason for recent call
Q34 ATRS solves prob./answers question
Q35 Spoke to CSR - reason for recent call
Q36 Promptness in speaking to CSR
Q37 Had to speak w/ more than one CSR
Q38 Rep. - being courteous and friendly
Q39 Rep. - having sufficient knowledge
Q40 Rep. - answer question/solve problem
Q41 Rep. - time needed to answer question
Q42 Overall customer service
Q43 How fong on hold to speak to CSR
Q44 How long on phone with CSR '
Q43+Q44 Total Length of Call
Company Image
IQ45 Concem for the environment
Q46 Commitment to the local community
Q47 Being honest and ethical
Q48 Effectively communicates changes
Q49 Educating you on being safe
Q50 Offer variety of services/options
Q51 Overall reputation
Q52 OSAT with Natural Gas Company
Q53 Maintain a safe gas system
Q54 Provide dependable gas service
Recommended Improvements
Q55 One area gas utility should improve
Q56 Support if $1
Loyalty and Choice

_|Q57 Choice already exists in your area
Q58 Switched natural gas supplier
Q59 Likelihood to switch gas supplier
Q60 Minimum % discount to switch

Q61 Likelihood to recommend gas utility

Product Provider and Demand

Q62 Major appliance maintenance/repair svc
Q63 Natural gas/electric service warranty
Q64 New major household appliance

Q65 Internet/phone/wireless services

Q66 Major appliance maintenance/repair svc
Q67 Natural gas/electric service warranty
Q68 New major household appliance

Q69 Internet/phone/wireless services
Demographics

Q70 Time-customer of gas utility

Q71 Number of people in home

Q72 Do you have a computer at home
Q73 Internet access

Q74 Number of hours spent on internet
Q75 Visited n. gas utility's web site
Q76 Info. Accessed on utility's web site

Page 2
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Q77 OSAT w/ n. gas utility's web site

Q78 Last year of school completed

Q79 In what year were you born?

Q80 Annuatl HH income before taxes

Q81 Turned off natural gas service?

Age of respondent

Gender of respondent

County

State

Zip Code

Page 3




